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Abstract 
Stress at work in commercial complexes could be the host of adverse outcomes for both employees and organisation. 
The objectives of the study are to determine the relationship between the facilities manager and the occupational 
stressor. The impact of stress to their health and job performance refers to the physical, emotional and behavioural 
signs. Data collection is through questionnaire surveys and semi-structured interview to facilities managers within 
Klang Valley. The frequency of stress symptoms are measured by using nominal scale and ordinal scale. The finding 
shows that the global forces of the built environment affected the behaviour of facilities managers.  
 
© 2011 Published by Elsevier Ltd. Selection and peer-review under responsibility of Centre for Environment-
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1. Introduction 
Malaysian construction industry is progressive and undergoing a dramatic technological 
transformation which is due to the stability of the country’s politic and economic environment. The 
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industry is perceived as one of the most important contributor to economic’s growth stable and 
comparatively at par with developing countries globally. To sustain a conducive working environment, 
the organizations which represent the above industries emphasis on the role of management and seeking 
Facilities Manager as a discipline to support their core business organizations. FM concept in Malaysia is 
still at infancy stage (Ismail 2001) and consequently may face difficulties in undertaking the practice. The 
FM team may be working in stress environment as stated by Broadbridge (1999). The study states that all 
work and job occupations are subjected to stress and the degree varies from occupations and 
organizations. Service industry with high technology and undergoing structural job changes as potentially 
more stressful than others. 
Menon and Akhliesh, (1994), states that stress affects the individual’s adjustment which affect 
performance and production of the entire organisation. Organisations are now realising the potential 
harmful effects of stress in terms of decreased motivation, lowered performance levels, mental and 
physical ailments and burnout. One should expect some group to experience more stressful  than others 
depending on the causes of stress and complexities of their function in which the organisation has not 
given enough consideration Manshor et.al.(2003).Treven and Potocan (2005) stated that human resources 
loses 100 million workdays every year due to the aftermath of stress and studies by  the European Agency 
for Health and Safety at Work revealed that between 50 to 75 per cent of today’s diseases are related to 
stress which  account 28 per cent of employees . 
Workplace stress is increasingly recognised as a contributing factor to employee absence, turnover and 
poor performance and it has recognized as a major managerial and economic issue. McShane and Von 
Glinow, (2000) stated that the ‘technostress’ i.e. stressed caused by information technology become one 
of the leading health hazards in the workplace while burnout is recognized as a consequence of a stressful 
working environment within service industry. There is a noticeable growth of working life have been link 
to stress. Hence the objective of this research is to study on the concept of organizational stress, the stress 
level, the occupational stressor and the behavioural impact encountered on facilities manager as they are 
working to satisfy the organization, customers’ needs with expectation for quality facilities; characterized 
by deadlines and heavy workloads. It is hope that the findings will be able to be adopted in other sectors 
of the built environment. 
2. Literature Review 
2.1. The Concept of Organisational Stress 
Stress can be defined as the sum of physical and mental responses to an unacceptable disparity 
between real or imagined personal experience and personal expectations. It is a response which includes 
both physical and mental components. Mental responses to stress include adaptive stress, anxiety, and 
depression. Stress that enhances function both physical or mental is considered good stress. However, if 
stress persists to an excessive degree, will eventually leads to the need for resolution, which may lead 
either to anxious/escape or depressive behavior.  The word ‘stress’ derives from Anglo-Saxon word and 
was first applied in physics for designating the mechanical force in medical industry. Caputo, 1991), 
commented that positive stress is known as eustress. This type of stress is needed in the case of the 
stressors promote wellbeing by serving as catalysts of stimulants to push the individual toward achieving 
the target goal. On the other hand distress, contradiction to stress.  It is unneeded because it depletes 
individual emotionally, mentally and physically. Stress do happened at any stage of life and through 
different contexts such as working environment and family commitment and social activities.  
 
754   Ahmad Ezanee Hashim et al. /  Procedia - Social and Behavioral Sciences  36 ( 2012 )  752 – 759 
2.2. Stress and Stress Theory 
Cited from McShane and Von Glinow, (2000) developed a model known as General Adaptation 
Syndrome (GAS). The purpose is to provide an automatic defense system in helping people to cope with 
environmental demands. The model divided into three stages which can be viewed in figure1. The line 
across Stage 1 to Stage 3 shows the individuals energy and ability to cope with the stressful situation. 
 
` 
 
 
 
 
 
 
 
 
 
Fig.  1 The General Adaptation Syndrome Model , Adaptation from McShane and Von Glinow , 2000 
In stage 1 known as Alarm reaction is the threatening or challenging situation that causes the brain to 
send biochemical message to various parts of the body, resulting in increased respiration rate, blood 
pressure, heartbeat, muscle tension, and other physiological responses. The individual’s energy level and 
coping effectiveness immediately decreases in response to the initial shock. Extreme shock, however, 
may resulting incapacity or death because the body system fail to respond. In most situations, at this stage 
alerts the person to the environmental condition and prepares the body for the resistance stage. 
Stage 2 known as Resistance, is the person’s ability to cope with the environmental demand rises 
above the normal state because the body has activated various biochemical, psychological, and behavioral 
mechanisms. This explains why people are more likely to catch cold or other illness when they have been 
working under pressure and the last stage is Exhaustion. . People have a limited resistance capacity and, if 
the source of stress persists, they will eventually move into the exhaustion stage. Individual resolve tense 
situations draw from the stressful situation, rebuild their survival capabilities, and return later to the 
stressful environment with renewed energy. However, individual who frequently experience this situation 
found to have increased risk of long-term physiological and psychological damages. 
2.3. Occupational Stress Theories : Impact 
There are several models and theories of occupational stress such as Person Environment Fit Theory 
by Edwards et al, (1998), Cybernatic Theory by Cooper, (1998) and Control Theory by Spector, (1998). 
Person Environment Fit Theory suggests a lack of fit may result in physiological stress, psychological 
stress or both. These stresses are likely to be expressed as physical symptoms such as raised blood 
pressure, raised serum cholesterol, and lowered immunity, and psychological symptoms including sleep 
disturbances, anxiety, panic, and restlessness. These stresses may result in behavioral changes and 
monitored in stress management as increased absenteeism, insurance claims and use of health care 
services.  
The concepts of cybernatic system control are used to emphasize the temporal dimensions of the 
development, response, and possible resolution of occupational stress. This theory deals with the response 
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to the systems; individuals seek to maintain some equilibrium state, and will act to re-establish 
equilibrium when some external force disturb. This theory has implications on occupational stress 
measurement and management. It suggests that occupational stress can react on the organizational 
environment by influencing the forces that constitute the organization’s social structure. 
Control theory is based on the idea that the degree to which the individual perceives have potential to 
cause and experience stress. In this theory perception is an important variable, locus of control and self-
efficacy may have a major impact on perceived stressors and resultant stress. The model posits control as 
an intervening or moderating variable although empirical support for this stance is week. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Fig.  2 Control Theory . Source : Fevre, 2003 
Lotus of control and self-efficacy are shown as moderating the perception of control by which the 
individual’s affective disposition influences the perception of the ‘stressor’ (stress). The occupational 
stress represents a real threat to individual symptoms which can be categorized as physiological, 
psychological and behavioral. One is considered as being under stress when a situation perceived an extra 
demand on the individual’s capabilities and resources.  They will show signs of, emotional, behavioral 
and physical signs. Physical signs symptoms are headaches and migraines, panic attacks, backache, 
muscle tension, breathlessness, dizziness, frequent coughs and colds, high blood pressure, feeling tired all 
the time, indigestion and stomach upsets. Emotional signs symptoms are feeling anxious, tense, worried, 
irritable, moody, angry, confused, forgetful, mind constantly buzzing, hyperactive, over-excited, 
depressed, low, withdrawn and unmotivated. Behavioral signs that show people in stress are making 
mistakes, getting anxious about being anxious, lowered interest in sex, getting into conflict, snapping at 
others, bursting into tears, eating, drinking, smoking more than usual, less able to multi-task and cope 
with interruptions.  
2.4. Facilities Manager And Management Organisation 
The stress in the workplace represents a potential loss of talent to the organizations and there is no 
difference in coping profiles for men and women (Kirkcaldy and Furnham, 1999). Different levels of 
management and education status did influence preference for coping style (Fevre et al., 2003). Clark and 
Hinxman (1999) define a facilities manager is a manager while Mitzberg (1973) defines a manager as a 
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person in charge of an organization or one of its subunits. To fulfill the FM concept facilities manager as 
the heart of organizational development need to have good co-ordination to coordinate technical 
activities, the provision of good communications and enable to interact staff within the organization 
Facilities manager is responsible for the workspace design at different facilities while monitoring the 
maintenance work, , quality and value management through informed business decisions based on the 
best information available. However, uncompensated frequent overtime is required to resolve problems 
and meet deadlines. The facilities manager often are ‘on call’ to address a variety of problems that can 
arise in a facilities during non-working hours. Advancement of facilities manager is based on the 
practices and sizes of companies. Some facilities managers transfer from other departments within the 
organization or work their way up from technical positions.  
3. Methodology 
A review on the litreture relevant to organizational stress approach is conducted. It draws from the 
most recent publications and findings. Interviews were conducted with relevant personnel and 
questionnaires were distributed for each case study. Two interviews were conducted among the key FM 
personnel at every case study. The interview question contains organization background, job involvement 
and working environment and their comment on organisational stress. Questionnaires survey was 
distributed to seek the impact organization stress and problem encounted in managing facilities from the 
point of FM. A Total number of 80 questionnaires distributed to FM, management and technical staff in 
ten (10) commercial complexes located in ‘Klang Valley’, Kuala Lumpur, Malaysia .The survey question 
consisted of 6 sections A, B, C, D, E and F. Section A focus on general information of the respondent 
back ground i.e. the age, gender, professional background, job tenure, nature of working hours and FM 
organization and behaviour type. Meanwhile in section B, focus on general behavior such as impatience, 
job involvement. Section C on working environment and in section D, is the frequency of experience in 
physical, emotional and behavioral stress symptoms. In section E, highlight on working styles and section 
F is coping with stress. In the development of questionnaires measurement both nominal and ordinal scale 
and ratio scale were used. Using SPSS statistical analysis program based on 41 number of samples 
(N=41) three types of analysis were developed i.e frequency distribution, measurement of central 
tendency and measurement of dispersion. The findings are presented in the form of bar chart and cross 
tabulation table. 
4. Analysis And Findings 
A total of 80 questionnaire survey was distributed to study samples and 41 numbers of questionnaires 
were collected resulting 51.25% of respond rate which respectively revealed the following results; 
 
 
 
 
 
 
 
 
 
Fig. 3. Behavior  types of occupational stress among respondents 
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Table 1. Cross tabulation of the Respondents Stress Level 
Item Scale 1 Scale 2 Scale 3 Scale 4 Scale 5 Scale 6 Scale 7 
 No % No % No % No % No % No % No % 
B1 : Punctuality 0 0 2 4.9 2 4.9 8 19.5 3 7.3 17 41.5 9 22.0 
B2 : Interruption 
conservation 
5 12.5 6 15.0 6 15.0 10 25.0 4 10.0 9 22.5 0 0 
B3 : Do multi tasking 
work 
5 12.2 2 4.9 6 14.6 5 12.2 12 29.3 9 22.0 2 4.9 
B4 : Impatient in 
waiting 
6 14.6 6 14.6 10 24.4 10 24.4 6 14.6 1 2.4 2 4.9 
B5 : Feel rush 4 9.7 1 2.4 2 4.9 12 29.3 15 36.6 5 12.2 2 4.9 
B6 : Control the 
temper 
7 17.1 7 17.1 12 29.3 9 22.0 3 7.3 1 2.4 2 4.9 
B7 : Rush in action  0 0 5 12.2 11 26.8 10 24.4 8 19.5 3 7.3 4 9.8 
B8 : Joy enjoyment 4 9.8 4 9.8 4 9.8 11 26.8 3 7.3 10 24.4 5 12.2 
B9 : Workaholic 2 4.9 8 19.5 13 31.7 4 9.8 7 17.1 3 7.3 4 9.8 
B10 : Other People 
Perception 
1 2.4 2 4.9 1 2.4 13 31.7 9 22 11 26.8 4 9.8 
B11: Perception about 
work 
2 4.9 7 17.1 8 19.5 13 31.7 3 7.3 6 14.6 2 4.9 
B12 : Job satisfaction 1 2.4 3 7.3 2 4.9 6 14.6 8 19.5 13 31.7 8 19.5 
B13 : Most friends 
know from work 
3 7.3 5 12.2 8 19.5 9 22.0 4 9.8 6 14.6 2 4.9 
B14 : Stiff to 
interference 
3 7.3 8 19.5 8 19.5 9 22.0 3 7.3 5 12.2 5 12.2 
B15 : Hard-driving & 
competitive 
4 9.8 9 22.0 8 19.5 10 24.4 1 2.4 3 7.3 6 14.6 
B16 : Desire for 
recognition / 
achievement 
1 2.4 5 12.2 5 12.2 9 22.0 5 12.2 10 24.4 6 14.6 
B17 : Association with 
people for getting a 
head 
4 9.8 1 2.4 2 4.9 9 22.0 10 24.4 11 26.8 4 9.8 
B18 : Work enjoyment 5 12.2 6 14.6 14 34.1 7 17.1 1 2.4 2 4.9 6 14.6 
B19 : Associate with 
people who are 
dedicated to get a head. 
5 12.2 2 4.9 3 7.3 4 9.8 7 17.1 12 29.3 8 19.5 
B20 : Happy when 
doing something 
2 4.9 1 2.4 1 2.4 9 22.0 7 17.1 15 36.6 6 14.6 
B21 : Enjoyment for 
competitive activities 
2 4.9 1 2.4 2 4.9 7 17.1 10 24.4 14 34.1 5 12.2 
Total  161.  222.  312.  449.  314.  405.  234.
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In section A of the questionnaires it highlights the behavior types of occupational stress among 
respondents. From the above table, hard-core type A accounted 2.4%; moderate type ‘A’, 36.6% and 
29.3% to the low type ‘A’. The overall respondents representing type behaviour is 68.3%. Type’ X’ 22% 
and 9.8% of total respondents of type ‘B’. According to Friedman and Rosenman (1974), type ‘A’ is a 
determined and aggressive individuals involved in a chronic, incessant struggle to achieve more with less 
time involve; meanwhile Lee et al. (1988) described the type ‘A’ characterized as extremely time driven, 
impatient and obsessed with deadlines. Normally, types ‘A’ are more stressful than type ‘B’ especially 
when overburden and working under tight situation and this behaviour known as coronary prone 
behaviour.  
The cross tabulation in table 1 shows that the occupational stress among facilities managers is at 
highest stress level on the factors of physical workplace condition, work load, career development, work 
relationship, physical stress symptoms, emotional stress symptoms, behavioral stress symptoms, work 
style.  
The physical stress symptoms, the emotional stress symptoms and the behavioral stress symptoms are 
examined and based on respondents’ age, gender and marital status. There are many potential stressors 
that arise from work load. The stressors (causes of stress) are arranged from the highest to the least level, 
such to be responsible for too many people, too much work to do and too many unreasonable deadlines, 
need to travel frequently in relation of job (e.g. for meeting), need to work beyond normal working hour, 
need to attend emergency cases, and feeling of works under loaded.  There are existence of correlation 
between physical stress symptoms, emotional stress symptoms and behavioral symptoms for 
nonparametric correlation and the respondents will get a major health effect such as ill and face with 
absenteeism problem. 
5. Conclusion And Recommendation 
The findings show the existence of stress encountered by facilities manager in satisfying the 
organization needs, technical requirements and customer’s needs. The individual personal consequences 
that affect the facilities manager from occupational stress are inability to concentrate and anxiety. 
Organizational consequences range from absenteeism, poor job performance, job dissatisfaction to high 
accident and high turnover rate. The management of the organization should enhance the quality of 
physical workplace condition, work load, career development and work relationship to reduce the 
occupational stress as existence of stress can produces a devastating effect. On the other hand to the 
facilities manager, they need to learn how to react to stressors with positive emotions such as gratitude, 
hope and goodwill in order to place the individual control of stress experience  
This research has successfully identified the occupational stress concept, the occupational stressor and 
the impact encountered on the facilities manager and organization. It is hope that the findings will be able 
to be implemented in other sectors for workplace stress improvement. 
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